Consumer Assistance

The Consumer Assistance Staff responded to 6,229 consumer com-
plaints, comments or inquiries in calendar year 2001, of which 87 percent were
from residential customers. About 56 percent of the contacts with the commis-
sion concerned telecommunications companies. Sixty percent of those tele-
communications contacts involved Qwest Communications.

Twenty-nine percent of the commission’s 6,229 consumer assistance
contacts involved energy utilities, 39 percent of those about Idaho Power
Company. Two percent of all contacts concerned water utilities and 13 percent
were not related to a specific regulated utility.

Five percent of the commission’s contacts concerned service quality
problems; 25 percent concerned utility rates and policies and 3 percent in-
volved unauthorized carrier switching.

Other categories included: credit and collection issues, 21 percent;
disputed billings, 24 percent; line extensions or service upgrades, 3 percent;
and miscellaneous, 19 percent.

While dispute resolution remains an important task, it is hoped that by
working with consumer groups, social service agencies, and utilities, persistent
causes of consumer difficulties can be identified and addressed.

Consumer complaints present an opportunity for utilities and the com-
mission to learn the effect of utility practices and policies on people. For ex-
ample, the unintentional and perhaps unfair impact of a rule or regulation might
be discovered in the course of investigating a complaint. In such cases an
informal, negotiated remedy may not be possible, and formal action by the
commission would be required. The Consumer Assistance Staff’s participation
in formal rate and policy cases before the commission is the primary method
used to address these issues.

The Consumer Assistance Staffis able to respond to many consumer
contacts without extensive investigation, however 51 percent of consumer
contacts required investigation by the staff and are classified as informal com-
plaints. Fifty-eight percent of investigations resulted in reversal or modification
of the utilities’ original action.

Toll Free Complaint Line

The commission, in January 1992, established a toll-free “800” telephone
line for receiving utility complaints and inquiries from consumers outside the
Boise area. The toll-free line (1-800-432-0369) is reserved for inquiries and
complaints concerning utilities.

Consumers may also file a complaint electronically via the commission’s
Website at www.puc.state.id.us. Although the majority of customers still contact
the PUC via telephone, 3 percent contacted us through our Website to ask a
question or file a complaint.
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Idaho Utilities B

y City

Electric Telephone
City Company Company Company
Aberdeen Idaho Power Intermountain Citizens
Acequia Rural Electric None Project Mutual
Ahsahka Clearwater Power None Verizon
Albion Albion Light None ATC
Almo Raft River Coop None ATC
Alridge UP&L None Qwest
American Falls Idaho Power Intermountain Qwest
Ammon UP&L Intermountain Qwest
Arbon Idaho Power None Direct
Arco UP&L None ATC
Arimo UP&L None Qwest
Ashton UP&L/Fall River Coop None Fremont
Athol Kootenai Electric/AVISTA AVISTA Verizon
Atlanta Atlanta Power None Rural
Atomic City Idaho Power None Qwest
Avery AVISTA None Verizon
Avon Clearwater Power/AVISTA None Verizon
Baker Idaho Power None CenturyTel
Bancroft UP&L Intermountain Qwest
Banida UP&L None Qwest
Banks Idaho Power None Citizens
Basalt UP&L Intermountain Qwest
Basin Idaho Power None Project Mutual
Bayview AVISTA/Kootenai None Verizon
Bellevue Idaho Power Intermountain Qwest
Bennington UP&L none Qwest
Berger Idaho Power None Qwest
Bern UP&L None Qwest
Blackfoot Idaho Power Intermountain Qwest
Blanchard AVISTA None Verizon
Bliss Idaho Power None Qwest
Bloomington UP&L None Direct
Boise Idaho Power Intermountain Qwest
Bone UP&L None Qwest
Bonners Ferry Bonners Ferry Light AVISTA Verizon
Bovill AVISTA/Clearwater Power AVISTA Verizon
Bowmont Idaho Power None Qwest
Bridge Raft River Coop None ATC
Bruneau Idaho Power Intermountain ~ CenturyTel/Gem St.
Buhl Idaho Power Intermountain Qwest
Burke AVISTA None Verizon
Burmah Idaho Power None Project Mutual
Burley Burley Municipal Intermountain Qwest
Butte City Lost River Coop None ATC
Cabinet Northern Lights None Verizon
Calder AVISTA None Verizon
Caldwell Idaho Power Intermountain Qwest
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Electric Gas Telephone
City Company Company Company
Cambridge Idaho Power None Cambridge
Cape Horn Salmon River Coop None None
Carey Idaho Power None Citizens
Careywood Northern Lights None Verizon
Carmen Idaho Power None CenturyTel
Cascade Idaho Power None Citizens
Castleford Idaho Power None Qwest
Cataldo AVISTA/Kootenai AVISTA Verizon
Cavendish Clearwater Power None Verizon
Centerville Idaho Power None Qwest
Challis Salmon River Coop None Custer Coop
Chatcolet Plummer Electric None Verizon
Chester UP&L/Fall River Coop None Fremont
Chubbuck Idaho Power Intermountain Qwest
Clark Fork AVISTA None Verizon
Clarkia Clearwater Power None Verizon
Clayton Salmon River Coop None Custer Coop
Clearwater Idaho Co. Light None Qwest
Clifton UP&L None Qwest
Clover Idaho Power None Qwest
Cobalt Idaho Power None None
Cocolalla Northern Lights None Verizon
Coeur d’Alene AVISTA/Kootenai AVISTA Verizon
Colburn Northern Lights None Verizon
Conda UP&L Intermountain Qwest
Coolin Northern Lights None Verizon
Copeland Northern Lights None Verizon
Corral Idaho Power None Citizens
Cottonwood AVISTA None Qwest
Council Idaho Power None Cambridge
Craigmont Clearwater Power/AVISTA None Qwest
Crouch Idaho Power None Citizens
Culdesac Clearwater Power/AVISTA None Qwest
Cuprum Idaho Power None Cambridge
Dalton Gardens AVISTA/Kootenai AVISTA Verizon
Darlington Lost River Coop None ATC
Dayton UP&L None Qwest
Deary Clearwater Power/AVISTA AVISTA Verizon
Declo Declo Municipal Intermountain Qwest
De Smet Kootenai Electric None Verizon
Dietrich Idaho Power None Qwest
Dingle UP&L None Qwest
Dixie Idaho Co. Light None Citizens
Donnelly Idaho Power None Citizens
Dover AVISTA AVISTA Verizon
Downey UP&L None Qwest
Driggs Fall River Coop None Teton
Drummond Fall River Coop None Fremont
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City

Dubois
Eagle

East Hope
Eastport
Eden
Eddyville
Edgemere
Elba

Elk City

Elk River
Ellis

Elmira
Emida
Emmett
Enaville
Fairfield
Fairview
Felt

Fenn
Ferdinand
Fernan Lake
Fernwood
Featherville
Filer

Firth

Fish Haven
Fort Hall
Franklin
Fruitland
Fruitvale
Gannett
Gardena
Garden City
Garden Valley
Gem
Genesee
Geneva
Georgetown
Gibbonsville
Gifford
Gilmore
Glenns Ferry
Golden
Good Grief
Gooding
Grace

Grand View

Electric

Company

UP&L

Idaho Power
AVISTA

Northern Lights
Idaho Power
AVISTA/Kootenai
Northern Lights
Raft River Coop
AVISTA

AVISTA

Salmon River Coop
Northern Lights
Clearwater Power
Idaho Power
AVISTA

Idaho Power
UP&L

Fall River Coop
AVISTA

AVISTA
AVISTA/Kootenai
Clearwater Power
Idaho Power
Idaho Power
UP&L

UP&L

Idaho Power
UP&L

Idaho Power
Idaho Power
Idaho Power
Idaho Power
Idaho Power
Idaho Power
AVISTA Utilities
Clearwater Power/AVISTA
UP&L

UP&L

Idaho Power
Clearwater Power/AVISTA
Idaho Power
Idaho Power
AVISTA

Northern Lights
Idaho Power
UP&L

Idaho Power

Gas

Company
None
Intermountain
None

None

None

None

None

None

None

None

None

None

None
Intermountain
None

None

None

None

None

None
AVISTA
None

None
Intermountain
Intermountain
None
Intermountain
Mountain Fuel
Intermountain
None

None

None
Intermountain
None

None
AVISTA
None
Intermountain
None

None

None
Intermountain
None

None
Intermountain
Intermountain

Telephone
Company
Mud Lake Co-op
Qwest
Verizon
Verizon
Qwest
Verizon
Verizon
ATC
Citizens
Verizon
Midvale
Verizon
Verizon
Qwest
Verizon
Citizens
Qwest
Teton
Qwest
Qwest
Verizon
Verizon
Rural

Filer Mutual
Qwest
Direct
Qwest
Qwest
Farmers Mutual
Qwest
Qwest
Citizens
Qwest
Citizens
Verizon
Verizon
Qwest
Qwest
CenturyTel
Inland
CenturyTel
Qwest
Citizens
Verizon
Qwest
Qwest

None CenturyTel Gem State
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Idaho Utilities By City, continued

Electric Gas Telephone
City Company Company Company
Grangemont Clearwater Power None Verizon
Grangeville AVISTA None Qwest
Granite Northern Lights None Verizon
Grasmere Idaho Power NoneCenturyTel of Gem State
Greencreek AVISTA None Qwest
Greenleaf Idaho Power Intermountain Qwest
Greer AVISTA None Verizon
Hagerman Idaho Power None Qwest
Hailey Idaho Power Intermountain Qwest
Hamer UP&L None Mud Lake Co-op
Hammett Idaho Power Intermountain Qwest
Hansen Idaho Power Intermountain Qwest
Harpster Idaho Co. Light None Qwest
Harrison Kootenia Elec/AVISTA None Verizon
Harvard Clearwater Power/AVISTA None Verizon
Hauser AVISTA/Kootenai AVISTA Verizon
Hayden AVISTA/Kootenai AVISTA Verizon
Hayden Lake Kootenai Elec/AVISTA AVISTA Verizon
Hazelton Idaho Power None Qwest
Headquarters AVISTA None Verizon
Heise UP&L None Qwest
Helmer Clearwater Power/AVISTA None Verizon
Henry Lower Valley Power None Silver Star
Heyburn Heyburn Electric Intermountain Qwest
Hill City Idaho Power None Citizens
Holbrook UP&L None ATC
Hollister Idaho Power Intermountain Filer Mutual
Homedale Idaho Power Intermountain Citizens
Hope AVISTA None Verizon
Horseshoe Bend Idaho Power None Verizon
Howe UP&L None ATC
Huetter AVISTA/Kootenai AVISTA Verizon
Humphrey UP&L None Qwest
Huston Idaho Power None Qwest
Idaho City Idaho Power None Qwest
Idaho Falls Idaho Falls Electric Intermountain Qwest
Indian Valley Idaho Power None Cambridge
Inkom Idaho Power Intermountain Qwest
Iona UP&L Intermountain Qwest
Irwin Lower Valley Power None Silver Star
Island Park Fall River Rural None Fremont
Jerome Idaho Power Intermountain Qwest
Juliaetta Clearwater Power/AVISTA None Potlatch
Juniper Raft River Coop None ATC
Kamiah AVISTA/Clearwater Power None Qwest
Kellogg AVISTA AVISTA Verizon
Kendrick Clearwater Power/AVISTA None Potlatch
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Electric Gas Telephone
City Company Company Company
Ketchum Idaho Power Intermountain Qwest
Kilgore UP&L None Mud Lake Co-op
Kimama Idaho Power None Project Mutual
Kimberly Idaho Power Intermountain Qwest
King Hill Idaho Power None Qwest
Kingston AVISTA AVISTA Verizon
Kooskia AVISTA None Qwest
Kootenai AVISTA AVISTA Verizon
Kuna Idaho Power Intermountain Qwest
Laclede AVISTA/Northern Lights None Verizon
Lake Fork Idaho Power None Citizens
Lakeview Kootenai Electric Co-op None Midvale
Lamb Creek Northern Lights None Verizon
Lane AVISTA/Kootenai None Verizon
Lapwai Clearwater Power/AVISTA None Qwest
Lava Hot Springs UP&L Intermountain Qwest
Leadore Idaho Power None CenturyTel
Lembhi Idaho Power None CenturyTel
Lenore Clearwater Power None Inland
Leon Clearwater Power/AVISTA None Inland
Leslie Lost River Coop None ATC
Letha Idaho Power None Qwest
Lewiston AVISTA/Clearwater Power AVISTA Qwest
Lewisville UP&L Intermountain Qwest
Lincoln UP&L None Qwest
Lorenzo UP&L None Qwest
Lost River Lost River Coop None ATC
Lowman Idaho Power None Cambridge
Lucile Idaho Power None Citizens
Lund UP&L None Qwest
Mackay Lost River Coop None ATC
Malad City UP&L None ATC
Malta Raft River Coop Intermountain ATC
Marion Idaho Power None Project Mutual
Marsing Idaho Power None Citizens
Marysville UP&L None Fremont
May Salmon River Coop None Custer Coop
McCall Idaho Power None Citizens
McCammon UP&L Intermountain Qwest
Meadows Idaho Power None Citizens
Meadow Creek Northern Lights/ None Verizon

Bonners Ferry Light
Medimont Kootenai Electric/AVISTA None Verizon
Melba Idaho Power None Qwest
Menan UP&L Intermountain Qwest
Meridian Idaho Power Intermountain Qwest
Mesa Idaho Power None Cambridge
Middleton Idaho Power Intermountain Qwest
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City
Midvale
Minidoka
Mink Creek
Monteview
Montour
Montpelier
Moore
Moreland
Moscow

Mountain Home

Moyie Springs

Mud Lake
Mullan
Murphy
Murray
Murtaugh
Myrtle
Naf
Nampa
Naples
Neeley
Newdale
New Meadows
New Plymouth
Nezperce
Norland
Nordman
North Fork
Notus
Nounan
Oakley
Obsidian
Ola
Oldtown
Onaway
Orchard
Oreana
Orofino
Orogrande
Osburn
Ovid
Oxford
Paris
Parker
Parma
Patterson

Electric

Company

Idaho Power
Minidoka Electric
UP&L

UP&L

Idaho Power

UP&L

Lost River Coop
Idaho Power
AVISTA/Clearwater Power
Idaho Power

Northern Lights/
Bonners Ferry Light
UP&L

AVISTA

Idaho Power

AVISTA

Idaho Power
Clearwater Power

Raft River Coop

Idaho Power

Northern Lights

Idaho Power
UP&L/Fall River Coop
Idaho Power

Idaho Power
Clearwater Power/AVISTA
Idaho Power

Northern Lights

Idaho Power

Idaho Power

UP&L

Idaho Power

Salmon River Coop
Idaho Power

AVISTA
AVISTA/Clearwater Power
Idaho Power

Idaho Power
Clearwater Power/AVISTA
AVISTA

AVISTA

UP&L

UP&L

UP&L

UP&L

Idaho Power

Salmon River Coop
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Gas

Company
None

None

None

None

None
Intermountain
None
Intermountain
AVISTA
Intermountain
AVISTA

None
AVISTA
None

None
Intermountain
None

None
Intermountain
None

None

None

None
Intermountain
None

None

None

None

None

None

None

None

None

None

None

None

None

None

None
AVISTA
None

None

None
Intermountain
Intermountain
None

Telephone
Company
Midvale
Project Mutual
Qwest

Mud Lake Co-op
Citizens

Qwest

ATC

Qwest

Verizon

Qwest

Verizon

Mud Lake Co-op
Verizon

Qwest

Verizon

Qwest

Inland

ATC

Qwest

Verizon

Qwest
Fremont
Citizens

Qwest

Qwest

Project Mutual
Verizon
CenturyTel
Qwest

Qwest

Project Mutual
Midvale
Citizens
Verizon
Verizon

Qwest

CenturyTel Gem State

Verizon
Citizens
Verizon
Qwest
Qwest
Direct
Fremont
Citizens
CenturyTel
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Electric Gas Telephone
City Company Company Company
Paul Idaho Power/Rural Intermountain Project Mutual
Pauline Idaho Power None Direct
Payette Idaho Power Intermountain Qwest
Pearl Idaho Power None Qwest
Peck Clearwater Power None Verizon
Picabo Idaho Power None Qwest
Pierce AVISTA None Verizon
Pine Idaho Power None Rural
Pinehurst AVISTA AVISTA Verizon
Pingree Idaho Power None Qwest
Pioneerville Idaho Power None Qwest
Placerville Idaho Power None Qwest
Plummer Plummer Electric None Verizon
Pocatello Idaho Power Intermountain Qwest
Pollock Idaho Power None Citizens
Ponderay AVISTA AVISTA Verizon
Porthill AVISTA/Northern Lights None Verizon
Portneuf Idaho Power None Qwest
Post Falls Kootenai Elec/AVISTA AVISTA Verizon
Potlatch Clearwater Power/AVISTA None Verizon
Prairie Idaho Power None Rural
Preston UP&L Mountain Fuel Qwest
Priest River AVISTA None Verizon
Princeton Clearwater Power/AVISTA None Verizon
Raft River Raft River Coop Intermountain ATC
Rathdrum Kootenai Elec/AVISTA AVISTA Verizon
Reubens Clearwater Power/AVISTA None Qwest
Rexburg UP&L/Fall River Coop Intermountain Qwest
Reynolds Creek Idaho Power None Qwest
Richfield Idaho Power None CenturyTel Gem State
Riddle Idaho Power None CenturyTel Gem State
Rigby UP&L Intermountain Qwest
Riggins Idaho Power None Citizens
Ririe UP&L Intermountain Qwest
Riverside Idaho Power Intermountain Qwest
Roberts UP&L None Qwest
Robin UP&L None Qwest
Rock Creek Idaho Power None Qwest
Rockford Idaho Power None Qwest
Rockland Idaho Power None Direct
Rogerson Idaho Power None Filer Mutual
Rose Lake AVISTA/Kootenai None Verizon
Roswell Idaho Power None Citizens
Roy Idaho Power None Direct
Rupert Idaho Power Intermountain Project Mutual
Sagle AVISTA None Verizon
St. Anthony UP&L/Fall River Coop Intermountain Fremont
St. Charles UP&L None Direct
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Electric Gas Telephone
City Company Company Company
St. Joe AVISTA None Verizon
St. Maries Clearwater Power/AVISTA None Verizon
Salmon Idaho Power None CenturyTel
Samaria UP&L None ATC
Samuels Northern Lights None Verizon
Sanders Clearwater Power None Verizon
Sandpoint AVISTA AVISTA Verizon
Santa Clearwater Power None Verizon
Shelley UP&L Intermountain Qwest
Shoshone Idaho Power Intermountain Qwest
Shoup None None Rural
Silverton AVISTA AVISTA Verizon
Smelterville AVISTA AVISTA Verizon
Smiths Ferry Idaho Power None Citizens
Soda Springs Soda Springs Muni Intermountain Qwest
Southwick Clearwater Power None Potlatch
Spalding AVISTA/Clearwater Power None Qwest
Spencer UP&L None Mud Lake Co-op
Spirit Lake AVISTA/Kootenai None Verizon
Springston AVISTA/Kootenai None Verizon
Springfield Idaho Power None Citizens
Stanley Salmon River Coop None Midvale
Star Idaho Power None Qwest
Starkey Idaho Power None Qwest
State Line AVISTA/Kootenai AVISTA Verizon
Sterling Idaho Power None Citizens
Stibnite Idaho Power None (Radio Phone)
Stites AVISTA None Qwest
Stone UP&L None ATC
Sublett Raft River Coop None ATC
Sugar City UP&L/Fall River Coop Intermountain Qwest
Sunbeam Salmon River Coop None Custer Co-op
Sun Valley Idaho Power Intermountain Qwest
Swanlake UP&L None Qwest
Swan Valley Lower Valley Power None Silver Star
Sweet Idaho Power None Citizens
Tamarack Idaho Power None Citizens
Tendoy Idaho Power None CenturyTel
Tensed Clearwater Power None Verizon
Terreton UP&L None Mud Lake Co-op
Teton UP&L/Fall River Coop None Fremont
Tetonia Fall River Coop None Teton
Thatcher UP&L None Qwest
Thornton UP&L/Fall River Coop Intermountain Qwest
Three Creek Idaho Power None Rural
Triangle Idaho Power None Rural
Triumph Idaho Power None None
Troy Clearwater Power/AVISTA AVISTA Troy
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Electric Gas Telephone
City Company Company Company
Tuttle Idaho Power None Qwest
Twin Falls Idaho Power Intermountain Qwest
Tyhee Idaho Power None Qwest
Ucon UP&L Intermountain Qwest
Victor Fall River Coop None Teton
Viola Clearwater Power/AVISTA None Verizon
Virginia UP&L None Qwest
Waha Clearwater Power/AVISTA None Qwest
Wallace AVISTA AVISTA Verizon
Wapello Idaho Power None Qwest
Wardner AVISTA AVISTA Verizon
Warm Lake Idaho Power None Midvale
Warm River Fall River Coop. None Fremont
Warren Idaho Power None Midvale
Wayan Lower Valley Power None Silver Star
Weippe Clearwater Power/AVISTA None Verizon
Weiser Weiser Water & Light Dept. Intermountain Qwest
Wendell Idaho Power Intermountain Qwest
Westmond Northern Lights None Verizon
Weston UP&L None Qwest
White Bird Idaho Co. Light None Citizens
Whitney UP&L None Qwest
Wilder Idaho Power Intermountain Citizens
Winchester AVISTA/Clearwater Power None Qwest
Woodland AVISTA None Qwest
Worley AVISTA/Kootenai None Verizon
Yellow Pine Idaho Power None Midvale
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